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In the specification: 

Page 2, delete the paragraph beginning on line 1 1 and substitute the 
following paragraph, therefor; 

- a CTI-enhanced call center, telephones at agent stations are 
connected to a central telephony switching apparatus, such as an automatic 
call distributor (ACD) switch or a private branch exchange (PBX). The 
agent stations may also be equipped with computer terminals such as 
personal computer/video display units (PCVDU) so that agents manning 
such stations may have access to stored data as well as being linked to 
incoming callers by telephone equipment. Such stations may be 
interconnected through the PC VDU by a local area network (LAN). One or 
more data or transaction servers may also be connected to the LAN that 
interconnects agent stations. The LAN is, in turn, typically connected to the 
CTI processor, which is connected to the call switching apparatus of the call 
center.— 

Delete the paragraph beginning on page 2, line 23 and continuing to page 3, 
line 6, and substitute the following paragraph, therefor; 

—When a call arrives at a call center, whether or not the call has been 
pre-processed at an SCP, typically at least the telephone number of the 
calling line is made available to the receiving switch at the call center by the 
network provider. This service is available by most networks as caller-ID 
information in one of several formats such as Automatic Number 
Identification (ANI). Typically the number called is also available through a 
service such as Dialed Number Identification Service (DNIS). If the call 
center is computer-enhanced (CTI), the phone number of the calling party 
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may be used as a key to access additional information from a customer 
information system (CIS) database at a server on the network that connects 
the agent workstations. In this manner information pertinent to a call may be 
provided to an agent, often as a screen pop on the agent's PCNVDU. — 

Page 5, delete the paragraph beginning at lines 14 and substitute the 
following paragraph therefor; 

-In typical communication centers, DNT is accomplished by Internet 
connection and IPNT calls. For this reason, DPNT and the Internet will be 
used in examples to follow. It should be understood, however, that this 
usage is exemplary, and not limiting, — 



PAGE 4/16 * RCVD AT 5/1012004 5:49:58 PM [Eastern Daylight Time] " SVRiUSPTO-ffXRF-l/l " DNIS:8729306 * CSID:8317263475 ' DURATION (mm-ss);04-32 



